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A comparative study of the value co-creation in remote services
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This study analyzes the value co-creation process between service agents at
offshored call service center and onshore customer. Specifically, this study attempts to reveal the key
concept for the evaluation by onshore customers toward offshored call service center agents. Theoretical
and empirical considerations found that co-created value between agents and customers depends on the
degree of similarity between the agents over the phone and the prototypical (from the perspective of
onshore customers) onshore call service center agents.
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